
PANDEMIC SUPPORT 
LINE INTERVENTIONS



WHY A SUPPORT LINE? 

• LEARNING FROM WUHAN EXPERIENCE

• HTTPS://WWW.THELANCET.COM/JOURNALS/LANPSY/ARTICLE/PIIS2215-0366(20)30047-
X/FULLTEXT

• VOLUNTEERS WHO HAVE RECEIVED PSYCHOLOGICAL ASSISTANCE TRAINING IN DEALING WITH THE 
2019-NCOV EPIDEMIC PROVIDE TELEPHONE GUIDANCE TO HELP DEAL WITH MENTAL HEALTH 
PROBLEMS

• HTTP://EN.NHC.GOV.CN/2020-02/04/C_76228.HTM

• PRC NATIONAL HEALTH COMMISSION RECOMMENDS BOOSTING MH SERVICES, INCLUDING A 
PSYCHOLOGICAL SUPPORT HOTLINE

https://www.thelancet.com/journals/lanpsy/article/PIIS2215-0366(20)30047-X/fulltext
http://en.nhc.gov.cn/2020-02/04/c_76228.htm


STAFFING

• MONITORING NEEDS, CALL VOLUME

• 1ST TIER LAY PERSON TRAINING CF SUICIDE HOTLINE

• 2ND TIER CONSIDER JABSOM STUDENTS, WHO MAY NO LONGER BE ABLE 
TO BE ON CLINICAL ROTATIONS, TO HAVE THE OPPORTUNITY TO TRAIN 
AND VOLUNTEER TO TAKE CALLS. THIS WOULD BE OF BENEFIT FOR THE 
STUDENTS FOR LEARNING ABOUT THEIR COMMUNITY UNDER STRESS, 
DISASTER MANAGEMENT, AND PERHAPS INTRODUCE THEM AND 
POTENTIALLY INTEREST THEM IN PSYCHIATRY.

• 3RD TIER TELEPSYCH OPTIONS: JABSOM DOP, GROUP, INDIVIDUAL 



TRAINING PROGRAM PROPOSAL

• OBTAINED FROM AMERICAN ASSOCIATION OF DIRECTORS OF 
PSYCHIATRIC RESIDENCY

• CAN BE ADAPTED TO SPECIFIC PATTERNS OF DIFFICULTIES EMERGING 
IN A COMMUNITY

• NEED PROGRAM COORDINATOR/TRAINER

• DATA MANAGEMENT: #CALLS, CATEGORIZE ISSUES: HEALTH 
INSECURITY; UNEMPLOYMENT SEQUELAE



NATIVE HAWAIIAN HEALING ELEMENT

• NEED TO IDENTIFY RELEVANT PRACTICE/PICTOGRAPH/EXPRESSION 
AND ADD TO ALL LEVELS AND EACH CALL



PANDEMIC SUPPORT LINE INTERVENTIONS

• BASED ON 
• SUPPORTIVE PSYCHOTHERAPY

• R WELTON & E CROCKER IN PSYCHOTHERAPY: A PRACTICAL 
INTRODUCTION ED. BRENNER & HOWE-MARTIN (IN PRESS)

• AND

• PSYCHOLOGICAL FIRST AID: FIELD OPERATIONS GUIDE 2ND 
EDITION

• NATIONAL CHILD TRAUMATIC STRESS NETWORK

• NATIONAL CENTER FOR PTSD

• HTTPS://WWW.PTSD.VA.GOV/PROFESSIONAL/TREAT/TYPE/PS
YCH_FIRSTAID_MANUAL.ASP

https://www.ptsd.va.gov/professional/treat/type/psych_firstaid_manual.asp


PSYCHOLOGICAL FIRST AID

• BASIC UNDERSTANDING
• SURVIVORS OF DISASTERS WILL EXPERIENCE A WIDE 

RANGE OF EMOTIONAL, PHYSICAL, AND BEHAVIORAL 
RESPONSES

• MOST WILL NOT DEVELOP SEVERE OR PROLONGED 
MENTAL HEALTH PROBLEMS

• SUPPORT AND INTERVENTIONS FROM PROVIDERS CAN 
ENHANCE RECOVERY



DIFFERENCES FROM TRADITIONAL 
PSYCHOTHERAPY

• NOT MUCH TIME FOR PROLONGED SILENCES

• OPEN ENDED QUESTIONS BUT NOT FREE ASSOCIATION

• FOCUS ON THE PRESENT

• KEEP FOCUSED ON IMMEDIATE GOALS
• YOU WANT TO MAKE A DIFFERENCE IN 30 MINUTES

• IDENTIFY AND USE PRE-EXISTING STRENGTHS, SUCCESSES 
AND ABILITIES

• BE READY TO MAKE SUGGESTIONS AND GIVE ADVICE

• HIGHER EMPHASIS ON TECHNIQUES / INTERVENTIONS AND 
LESS ON THE THE RELATIONSHIP



SPECIFIC OBJECTIVES OF PFA

• ESTABLISH A CONNECTION IN A NON-INTRUSIVE, 
COMPASSIONATE MANNER

• INCREASE SENSE OF SAFETY, EMOTIONAL COMFORT, AND 
ENHANCE FUNCTIONING 

• HELP SURVIVORS TELL YOU THEIR IMMEDIATE NEEDS AND 
CONCERNS

• OFFER PRACTICAL ASSISTANCE AND INFORMATION TO HELP 
SURVIVORS ADDRESS THEIR IMMEDIATE NEEDS AND 
CONCERNS

• CALM AND ORIENT EMOTIONALLY OVERWHELMED SURVIVORS



SPECIFIC OBJECTIVES OF PFA

• ACKNOWLEDGE STRENGTHS AND EFFORTS AT COPING 

• SUPPORT ADAPTIVE COPING AND EMPOWER SURVIVORS

• PROVIDE INFORMATION THAT MAY HELP SURVIVORS COPE 
EFFECTIVELY WITH THE PSYCHOLOGICAL IMPACT OF 
DISASTERS. 

• CONNECT SURVIVORS TO SOCIAL SUPPORT NETWORKS

• BE CLEAR ABOUT YOUR FUTURE AVAILABILITY

• WHEN APPROPRIATE LINK THE SURVIVOR TO RESOURCES 
AND SERVICES



GETTING STARTED
• ESTABLISH A CONNECTION IN A NON-INTRUSIVE, 

COMPASSIONATE MANNER. 
• SPEAK SOFTLY, DIRECTLY, AND CALMLY

• INTRODUCE YOURSELF AND YOUR ROLE

• I’M HERE TO HELP PROVIDERS COPE WITH THE STRESS OF 

THE COVID-19 EPIDEMIC

• ASK WHAT NAME THEY WANT YOU TO USE

• REMIND THEM OF THE LIMITS OF YOUR 
CONFIDENTIALITY



RULES FOR COMMUNICATING

• DO NOT MAKE ASSUMPTIONS ABOUT THEIR EXPERIENCE

• DO NOT PATHOLOGIZE – TALK ABOUT REACTIONS AND 
EXPERIENCES AND NOT SYMPTOMS OR DIAGNOSES

• FOCUS ON WHAT THEY HAVE TRIED AND DONE WELL

• DON’T FOCUS ON PAST TRAUMAS

• ACKNOWLEDGE YOUR LIMITATIONS

• WHAT YOU KNOW

• HOW YOU CAN HELP



ESTABLISH GOALS

• INCREASE SENSE OF SAFETY, EMOTIONAL 
COMFORT, AND ENHANCE FUNCTIONING 

• WHAT WE CAN NOT DO

• REMOVE THE RISK THEY FACE

• WHAT WE CAN DO

• EXPRESS INTEREST AND CONCERN

• DIMINISH ISOLATION

• DECREASE EMOTIONAL DISTRESS

• IMPROVE FUNCTIONING AT WORK AND HOME



HELP SURVIVORS TELL YOU THEIR IMMEDIATE NEEDS AND 
CONCERNS

• WHAT PROBLEMS HAVE YOU BEEN HAVING?
• HOW ARE YOU HOPING I CAN HELP YOU?

• EMOTIONS
• SCARED, SAD, ANGER, FRUSTRATION

• BEHAVIORS
• INSOMNIA, INCREASED ALCOHOL USE, ANOREXIA, 

ISOLATION
• COGNITIONS

• CONFUSED, CLOUDY, OVERWHELMED, PERVASIVE 
NEGATIVISM

• PHYSICAL
• STOMACH ACHES, CHEST TIGHTNESS, MUSCLE TENSION, 

NAUSEA
• DECISIONS AND DILEMMAS



PRACTICAL ASSISTANCE
FOR THEIR IMMEDIATE EMOTIONAL NEEDS

• HOW DO WE HELP WITH SADNESS, FEAR, ANGER, 
OR FRUSTRATION?

• HELP THEM EXPRESS EMOTIONS

• USE EMPATHY TO UNDERSTAND THEIR EXPERIENCE

• ACCEPT AND VALIDATE THEIR EMOTIONAL 
EXPERIENCES

• RELAXATION TECHNIQUES

• BEHAVIORAL STRATEGIES

• COGNITIVE STRATEGIES



EXPRESSING EMOTIONS

• HOW DO WE ENCOURAGE 
AN EXPRESSION OF 
HEALTHY EMOTIONS?

• HOW HAVE THINGS BEEN 
FOR YOU?

• TELL ME HOW THIS HAS 
AFFECTED YOU?

• CAN YOU DESCRIBE HOW 
YOU HAVE BEEN FEELING?

• AND THEN FOLLOW UP 
LOOKING FOR PRE-EXISTING 
EXPERIENCES AND COPING 
SKILLS

• NO ONE HAS GONE 
THROUGH SOMETHING LIKE 
THIS, BUT HAVE YOU EVER 
FELT LIKE THIS BEFORE?

• HOW DID YOU HANDLE IT?



UNDERSTANDING AND ACCEPTANCE

• USE EMPATHY TO 
UNDERSTAND THEIR 
EXPERIENCE

• THAT SOUNDS _______

• I WOULD IMAGINE YOU 

MUST HAVE FELT ______

• DID YOU FEEL LIKE ______

• ACCEPT AND VALIDATE 
THEIR EMOTIONAL 
EXPERIENCES

• I THINK THAT ANYONE IN 

THAT SITUATION WOULD FEEL 

THAT WAY

• WELL, OF COURSE YOU 

FELT_______



BUT WHAT ABOUT YOU

• WHAT EMOTIONAL EXPERIENCE DO YOU THINK 

WOULD BE THE TOUGHEST FOR YOU TO WORK 

WITH?

• WHAT ARE THE RISKS OF SECONDARY ANGST?



RELAXATION TECHNIQUES

• GIVE YOURSELF TIME AND SPACE TO RELAX
• TAKE BREAKS AT WORK
• CREATE TIME FREE FROM THE PANDEMIC
• LIMIT EXPOSURE TO NEWS AND  SOCIAL 

MEDIA

• BREATHING EXERCISES
• LETS PRACTICE

• GET A COMMITMENT TO RELAX



Count of 4
Count of 7

Relax 
shoulders as 
you breathe 
out





BEHAVIORAL TECHNIQUES
• EXERCISE

• REASONABLE INTENSITY AND FREQUENCY
• CONSIDER EXERCISING WITH SOMEONE (EVEN IF IT 

IS VIRTUAL)

• ENGAGE IN ENJOYABLE ACTIVITIES
• WHAT WOULD BE FUN FOR YOU TO DO?  
• WHAT WOULD BRING YOU SOME JOY?
• WHAT HAVE YOU GIVEN UP DOING THAT WOULD BE 

FUN TO RESUME?

• ENCOURAGE THEM TO DO THINGS THAT ARE ACTIVE, 
PRACTICAL, AND FAMILIAR



BEHAVIORAL INTERVENTIONS

• GET A COMMITMENT TO START / RESTART 
ACTIVITIES

• HAVE THEM COMMIT TO TELLING SOMEONE ELSE

• ADDS ACCOUNTABILITY

• OTHER BENEFICIAL BEHAVIORAL CHANGES?

• CONSIDER SPIRITUAL / RELIGIOUS ACTIVITIES

• CONSIDER WHAT THEY CAN DO TO HELP OTHERS



COGNITIVE TECHNIQUES

• I FEEL LIKE I CAN’T GO ON.  THERE’S JUST TOO 
MUCH.  THE PATIENTS NEVER END.  AND I KNOW 
THAT IT IS JUST A MATTER OF TIME UNTIL I GET 
SICK.

• HOW WOULD YOU RESPOND?

• LOOK FOR IRRATIONAL, ILLOGICAL, 
EXAGGERATED STATEMENTS

• LOOK FOR UNHELPFUL STATEMENTS

• SUBSTITUTE MORE POSITIVE THOUGHTS



CALMING DISTRESS - MINDFULNESS

• HOW DISTRESSED ARE YOU RIGHT NOW?

• BREATHING EXERCISES

• TELL ME FIVE THINGS YOU CAN HEAR

• LOOK AND DESCRIBE WHAT YOU SEE (OBJECT AND COLOR) 

• TELL ME FIVE THINGS YOU CAN FEEL

• DESCRIBE WITHOUT JUDGING THE THOUGHTS THAT ARE 
OCCURRING TO YOU

• BREATHING EXERCISES

• HOW DISTRESSED ARE YOU RIGHT NOW?



SPECIFIC OBJECTIVES OF PFA

• ESTABLISH A CONNECTION IN A NON-INTRUSIVE, 
COMPASSIONATE MANNER

• INCREASE SENSE OF SAFETY, EMOTIONAL COMFORT, AND 
ENHANCE FUNCTIONING 

• HELP SURVIVORS TELL YOU THEIR IMMEDIATE NEEDS AND 
CONCERNS

• OFFER PRACTICAL ASSISTANCE AND INFORMATION TO HELP 
SURVIVORS ADDRESS THEIR IMMEDIATE NEEDS AND 
CONCERNS  

• CALM AND ORIENT EMOTIONALLY OVERWHELMED SURVIVORS

Dealt with Emotional Aspects

Dealt with Emotional Aspects



DEALING WITH IMMEDIATE PRACTICAL 
NEEDS AND DECISIONS

• WHAT KIND OF DILEMMAS, CHALLENGES, AND 

DECISIONS MIGHT PROVIDERS BE FACING DURING 

THE PANDEMIC?

• ISSUES WITH COWORKERS

• ISSUES WITH LEADERS

• ISSUES WITH SPOUSES

• ISSUES WITH PATIENTS

• ISSUES WITH WORK (SCHEDULES, EQUIPMENT)



INTERPERSONAL ISSUES

• STEPS FOR CLEAR COMMUNICATION
• ASK THE OTHER HOW THEY SEE THE ISSUE

• PARAPHRASE WHAT THEY SAID

• DESCRIBE HOW YOU SEE THE ISSUE 

• ASK FOR SUGGESTIONS FOR IMPROVING THE 
SITUATION

• OFFER SUGGESTIONS FOR IMPROVING THE 
SITUATION

• WHICH CAN YOU BOTH AGREE TO?



STEPS FOR CLEAR COMMUNICATION

ENCOURAGE THEM TO 

• BE PROACTIVE

• INITIATE COMMUNICATION

• ASK FOR WHAT THEY NEED

• GIVE SUGGESTIONS FOR IMPROVEMENT

• COMMUNICATE IN PERSON

• IN PERSON > VIDEOCONFERENCE > PHONE CALL > E-
MAIL > TEXT

• ALLOWS CONTEXT AND NON-VERBAL COMPONENTS



INTERPERSONAL ISSUES

• WHAT OTHER ADVICE WOULD YOU GIVE TO 

IMPROVE RELATIONSHIPS DURING A CRISIS?

• ACCEPT THAT EVERYONE IS UNDER STRESS

• PROBABLY NO ONE IS AT THEIR BEST

• BE QUICK TO FORGIVE, SLOW TO TAKE OFFENSE

• CONSIDER THEIR PERSPECTIVE AND PROBLEMS

• ACCEPT LESS THAN PERFECT IN ORDER TO MOVE 
FORWARD

• REMEMBER WHEN THE RELATIONSHIP WAS GOING WELL



BASIC PROBLEM SOLVING

• WHAT ARE SOME OF THE BASIC STEPS TO 

SOLVING PROBLEMS?

• IS THIS WITHIN YOUR CONTROL?  CAN YOU 
IMPACT THE SITUATION?

• BRAINSTORM POSSIBLE RESPONSES

• LIST POSITIVES AND NEGATIVES ABOUT THE 
POSSIBLE RESPONSES

• PICK THE BEST OPTIONS



BASIC PROBLEM SOLVING
• BREAK LARGE PROBLEMS INTO MANAGEABLE PIECES

• YOU ARE TRYING TO CREATE A FAIR AND EQUITABLE CALL 
SCHEDULE

• HOW MANY NIGHTS ARE BEING COVERED
• HOW MANY PEOPLE DO YOU HAVE
• ARE THERE SPECIAL CONSIDERATIONS (HOLIDAYS, 

WEEKENDS)
• CREATE A FIRST DRAFT AND SEE HOW FAIR IT IS
• MAKE THE SECOND DRAFT BETTER

• WHAT CAN BE DELEGATED?

• WHO CAN HELP YOU MAKE AND CARRY OUT THESE 
DECISION?



IDENTIFYING IMMEDIATE 
PROBLEMS 



RESPONSES



NEXT WEEK ON PANDEMIC SUPPORT LINE:
SPECIFIC OBJECTIVES

• ACKNOWLEDGE COPING EFFORTS AND STRENGTHS

• SUPPORT ADAPTIVE COPING AND EMPOWER SURVIVORS

• PROVIDE INFORMATION THAT MAY HELP SURVIVORS COPE 
EFFECTIVELY WITH THE PSYCHOLOGICAL IMPACT OF 
DISASTERS. 

• CONNECT SURVIVORS TO SOCIAL SUPPORT NETWORKS

• BE CLEAR ABOUT YOUR FUTURE AVAILABILITY

• WHEN APPROPRIATE LINK THE SURVIVOR TO RESOURCES 
AND SERVICES
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